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With the rapid development of internet technology and applications, China 
telecom proposed the strategy of the transformation from a traditional network carrier 
to the integrated information service provider, which including expanding the internet 
and information application market that based on the original voice services, and 
actively promoting establishing the of brand customer system and telecom’s 
advantages. It is proposed by the diversity and complexity of the information 
technology applications that some new requirements of the telecommunications 
business development, design and process specifications. The installation and 
maintenance service process also extended from the original installation, remove, 
repairing to customized terminals, installation of ITV products, broadband 
troubleshooting, and so on. But for a long time, the installation and maintenance 
service process is designed for traditional telecommunications, thus it could not 
satisfy the customers’ diverse, personalized information services demands. So it is 
very necessary to study on rebuilding a new installation and maintenance service 
process which supporting the customized brand services. 
Based on the study of papers, and according to the demands of Telecom 
Company and customers, this thesis studied on rebuilding a new installation and 
maintenance service process. It uses the combination of quantitative and qualitative 
research methods of analysis, including the cause and effect diagram, the Pareto 
diagram, comparative law, and so on. By finding out various factors that affect the 
customer satisfaction, analyzing the existing shortcomings and inadequacies of the 
process, this thesis designs a scientific, suitable installation and maintenance service 
process which could improve efficiency.  
In order to regularize the new process, the thesis also gives some suggestions 
such as optimizing IT supporting systems and improving the performance appraisal 
which will help to maintain the stable and efficient operation of the process as well as 
improve the customer satisfaction to installation and maintenance service process. 
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